Application Serial No. 10/799,712 
Attorney Docket No. J47004.Y00280 

IN THE CLAIMS: 

Please amend claims 1-4, 7-14, 20, and 24-27 as indicated below. 

A listing of the status of all claims 1-27 in the present patent application is provided 

below. 

1 . (Currently Amended) A method of routing incoming customer telephony calls to 
presentations relating to products or services predicted to be of interest to the customer, the 
method comprising: 

fomiing a call routing strategy for a customer, in anticipation of at least one incoming call 
from the customer, by performing the following steps: 

accessing information relating to one or more products or services; 

retrieving, f or a plurality of custom e rs , customer specific informationr wh e rein th e 
customer specific information of each customer is associated with that customer or an 
account of that customer; 

deciding, for each ef -offer associated vyith t he one or more products or services 
and for each customer , and based on one or both of a call p robability derived in part from 
the customer specific information and an offer e ligibility derived in part from the 
customer specific information, whether the customer call may be routed to a cross-sell 
presentation relating to said each offer associated with the one or more products or 
services; 

forming arthe call routing strategy for the customer consistent with said deciding; 

and 

storing the call routing strategy in association with a central server system: 
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receiving information of a call at the central server system; 

generating a first routing control signal to route the call to an interactive voice response 
unit shai-ed by a plurality of call sites, wherein the interactive voice response unit is external to 
an exchange carrier providing the call: 

receiving input from a caller at the interactive voice response unit, the input at least 
identifying the caller as the customer for whom the call routing strategy has been pre-formed; 
and 

generating a second routing control signal for routing the call to one of said plurality of 
call sites based at least in part on receiving an incoming customer call placed by a customer: and 

ifl¥[»leffieBtifi g y-fer- 4 he-6ustomerra the pre-formed call routing strategy associated with 
that customer.! 

wher e in the inooming - customer call is - rout e d - aoeerding to call routing strat -e gy - associated 
w ith that customer and based in part on available call handling resources; 

2. (Currently Amended) The method of claim 1 wherein said deciding comprises 
checking the customer specific information for an indication as to whether the customer has 
previously been exposed to information relating to the one or more products or services. 

3. (Currently Amended) The method of claim 1 wherein said deciding comprises 
deciding whether the customer is eligible to purchase the one or more p roduct s or services . 
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4. (Currently Amended) The method of claim 1 wherein sa id imp lem e nt in g 
eemfHHse sfurther comprising presenting a call routing strategy to a customer service 
representative, 

5. (Original) The method of claim 1 further comprising ranking the products for which 
said deciding is in the affirmative according to a probable value of each product. 

6. (Original) The method of claim 5 wherein the probable value of each product is 
calculated according to an estimated likelihood that the customer will purchase the product, the 
estimated likelihood being at least partially derived from the customer specific information. 

7. (Currently Amended) The method of claim 1 wherein said implementing 
co mprises further comprising automatically retrieving pre-stored customer specific information. 

8. (Currently Amended) A method of routing incoming customer telephony calls to 
presentations relating to products or services predicted to be of interest to the customer, the 
method comprising: 

receiving information of a call at a central server svstem; 

generating a first routing control signal to route the call to an interactive voice response 
unit shared by a plurality of call sites, wherein the interactive voice response unit is external to 
an exchange carrier providing the call: 

receiving input from a caller at the interactive voice response unit; 
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retrieving customer specific information based at least in part on the input received from 
tlie customer, f e ^ ivin g an inco ming customer call pla ced by - a - euste meft wherein customer 
specific information is associated with the customer or an account of the customer; 

retHeving - th e cus t omer specific information; 

accessing information relating to a product or service; 

determining, based in part on the information relating to the product or service and in part 
on a probability derived from the customer specific information, whether the product or service 
is appropriate for the customer; 

deciding, consistent with said determining, whether the customer call is to be routed to a 
presentation relating to the product or service; and 

generating a second routing control signal for routing the call to one of said plurality of 
call sites based at least in part on routing the custom e r oall-a o Gording - to -said deciding. 

9. (Currently Amended) The method of claim 8 ¥i4aeFeiflr-&aidHF&te wing -eomprise sfurther 
comprising automatically retrieving pre-stored customer specific information. 

10. (Currently Amended) The method of claim 8 wherein said further comprising routing 
the call is initiated by a customer service representative. 

1 1 . (Currently Amended) The method of claim 8 wherein said determining comprises at 
least one of determining whether the customer has previously been exposed to information 
relating to the produc t or service and determining whether the customer is eligible to purchase 
the produc t or service.? 
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12. (Currently Amended) A system for routing incoming customer telephony calls to 
presentations relating to products or services predicted to be of interest to the customer, the 
system comprising: 

a first computer operatively coupled to a telephony network capable of receiving 

customer calls, the first computer being configured to receive information rcRarding a call and to 
develop a routing control signal, wherein the telephony netvyork is responsive to said routing 
control signal: 

a plxxralitv of call sites for receiving the call based on the routing control signal; 

a voice response unit that is external to the telephonv network and that is shared by the 
plurality of call sites, wherein the first computer pre-routes the call to the voice response unit in 
order to collect at least a portion of the information regarding the call in order to develop the 
routing control signal: 

&a6h-eu&t<» m er, said first computet 4?elBg-ee Hfigured to route custon^ ey-eafef 

a first database containing customer specific information , wherein the customer specific 
information is associated with each customer or an accoimt of each customer : 

a second database containing information relating to a plurality of products or services; 
a second computer operatively coupled to said first computer, to said first database, and 
to said second database, said second computer configured to decide, for each of the plurality of 
products or services and based on one or both of a call p robability derived in part fi-om the 
customer specific information and an offer eligibility derived in part fi-om the customer specific 
information, whether the customer call may be routed to a presentation relating to the product or 
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service and to form a call routing strategy based on the results of the decision and on available 

call handling resources, said second computer being configured to communicate at least a portion 

of the routing strategy to the first computer ; and 

the first computer being further configured to develop the routing control signal 

according to the call routing strategy formed by the second computer . 

13. (Original) The system of claim 12 wherein said second computer is configured to 
check the customer specific information for an indication as to whether the customer has 
previously been exposed to information relating to a product or service. 

14. (Currently Amended) The system of claim 12 wherein said second computer is 
configured to decide whether the customer is ineligible to purchase the product or service . 

15. (Original) The system of claim 12 fijrther comprising a customer service terminal 
operatively coupled to said second computer and configured to receive and communicate the 
routing strategy to a customer service representative. 

16. (Original) The system of claim 12 wherein said second computer is configured to 
rank the products for which the decision is in the affirmative according to a probable value of 
each product. 

17. (Original) The system of claim 16 wherein the second computer is configured to 
calculate the probable value of each product according to an estimated likelihood, at least 
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partially derived from the customer specific information, that the customer will purchase the 

product. 

1 8. (Original) The system of claim 12 wherein said first computer is configured to locate 
customer specific information in the first database based on caller identification. 

19. (Original) The system of claim 12 wherein the first computer and the second 
computer are portions of the same computer. 

20. (Currently Amended) A system for routing incoming customer telephony calls to 
presentations relating to products or services predicted to be of interest to the customer, the 
system comprising: 

a first computer operatively coupled to a telephony network capable of receiving 
customer calls, the first computer being configured to receive information regarding a call and to 
develop a routing control signal^ wherein the telephony network is responsive to said routing 
control signal; 

a plurality of call sites for receiving the call based on the routing control signal: 

a voice respome unit that is external to the telephony network and that is shared by the 

plurality of call sites, wherein the first computer pre-routes the call to the voice response unit in 
order to collect at least a portion of the information regarding the call in order to develop the 
routing control signal: 

w her e i n c u s t o me r s pecific inforniation is as so c i ated wi t b e a eh- eu s te m e r or oil ac c oun t' o f 
e ach c u st omer, said first comp ut e r b e ing- c onfigur e d to rout e cu s tome r ca l ls ; 
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a first database containing customer specific information , wherein the customer specific 
infonnation is associated with each customer or an account of each customer : 

a second database containing information relating to a product or service; 

a second computer operatively coupled to said first computer, to said first database, and 
to said second database, said second computer configured to determine, based at least in part on 
the information relating to the product or service and at least in part on a call probability derived 
from the customer specific information, whether the product or service is appropriate for the 
customer and to form a call routing strategy based thereupon and based on available call 
handling resources, said second computer being configured to communicate at least a portion of 
the routing strategy to the first compute r: and 

the first computer being further configured to develop the routing control signal 
according to the call routing strategy formed by the second computer . 

21 . (Original) The system of claim 20 wherein said first computer is configured to locate 
customer specific information in the first database based on caller identification. 

22. (Original) The system of claim 20 wherein the first computer and the second 
computer are portions of the same computer. 

23. (Original) The system of claim 20 further comprising a customer service terminal 
operatively coupled to the first computer and the second computer and configured to present the 
routing strategy to a customer service representative. 
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24. (Currently Amended) A system for routing incoming customer telephony calls to 

presentations relating to products or services predicted to be of interest to the customer, the 

system comprising: 

means for forming a call routing strategy for a customer, in anticipation of at least one 
incoming call from the customer, said means for forming further comprising: 

means for accessing information relating to one or more products or services; 

means for retrieving ^ for a plura lit y o f cust offlefSr customer specific information^ 
■ wher e irt ' th e - eustom e r- sp e eifi&infomiation of e ach customer- is associated with that 
customer or an account of that customer; 

means for deciding, for each e-f offer associated with t he one or more products or 
services, for each cu s tomer ^ and based on one or both of a call p robability derived in part 
firom the customer specific information and a n offer eligibility derived in part from the 
customer specific information, whether the customer call may be routed to a cross-sell 
presentation relating to said each offer associated with the products or sei-vices; 

means for forming a-the call routing strategy for the customer consistent with said 
deciding; and 

means for storing the call routing strategy in association with a central server 

system; 

means for receiving information of a call at the central server system; 

means for generating a first routing control signal to route the call to an interactive voice 
response unit shared by a plurality of call sites, wherein the interactive voice response unit is 
external to an exchange carrier providing the call; 
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means for receiving input from a caller at the interactive voice response unit, the input at 
least identifyinR the caller as the customer for vyhom the call routing strategy has been pre- 
formed: and 

means for generating'a second routing control signal for routing the call to one of said 
plurality of call sites based at least in part on means for receiving an incoming customer call 

memB4er-4mp\-mm^im§i:=rim ^ customer, a t he pre-formed call routing strategy 
associated vyith the customer.? 

wherein the customer call is routed according to the call-routing - strategy obtained by said 
foming a n d ba se d in pa rt o n a v ail able c a l l h aa dllng resources. 

25. (Currently Amended) A method of routing incoming customer telephony calls to 
presentations relating to products or services predicted to be of interest to the customer, the 

method comprising: 

retrieving, for a plurality of customers, customer specific information, wherein the 
customer specific information for each customer comprises past purchase data, past offer data, 
and account data is associated with the customer; 

accessing information relating to one or more products or services; 

computing, for each product or service, an expected value as a product of a probability 
and a monetary amount, the monetary amount being based at least in part on a net present value 
of a sale of the product or service to a seller of the product or service; 
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determining, for each product or service, an eligibility parameter, the eligibility parameter 
being based at least partially on the information relating to the product or service, the eligibility 
parameter being based at least partially on at least one of the past offer data and the account data; 

forming a routing strategy consistent with said computing and said determinin g, the 
routing strategy being formed in anticipation of customer calls and stored in a central server 
system ; 

receiving information of a call at the central server system: 

generating a first routing control signal to route the call to an interactive voice response 
unit shared by a plurality of call sites, wherein the interactive voice response unit is external to 
an exchange carrier providing the call; 

receiving input from a caller at the interactive voice response unit, tlie input at least 
identifying the caller as a customer for whom the call routing strategy has been pre-formed; and 

generating a second routing control signal for routing the call to one of said plurality of 
call sites based at least in part on the pre-formed call routing strategy associated with the 
customer. 

feeeivin g a n ^neemin g -eustemef-eall-^aeed by a- & ^^ 

routing the customer call according to the call routing strategy obtained by s ai d sele c t i ng 
an d' according to available call handli ng r es ources. 

26. (CuiTcntly Amended) Instructions embodied in a computer readable medium capable 
of causing a computer to route incoming customer telephony calls to presentations relating to 
products or services predicted to be of interest to the customer, the instructions embodied in a 
computer readable medium configured to cause a computer to: 
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access information relating to one or more products or services; 

retrieve, for a plurality of customers, customer specific information, wherein the 
customer specific information of each customer is associated with that customer or an account of 
that customer; 

decide, for each of the one or more products or services, for each customer, and based on 

one or both of a probability derived in part from the customer specific information and an 
eligibility derived in part from the customer specific information, whether the customer call may 
be routed to a presentation relating to the product or service; and 

form a call routing strategy consistent with said decidin g in anticipation of customer 

calls ; 

wherein the instructions embodied in a computer readable medium cause a compute r 
central server system t o route customer calls according to the pre-formed call routing strategy by: 
receiving information of a call at the central server system; 

generating a first routing control signal to route the call to an interactive voice 
response unit shared by a plurality of call sites, wherein the interactive voice response 
unit is external to an exchange carrier providing the call; 

receiving input from a caller at the interactive voice response unit, the input at 
least identifying the caller as a customer for whom the call routing strategy has been pre- 
formed; and 

generating a second routing control signal for routing the call to one of said 
plurality of call sites based at least in part on the pre-formed call routing strategy 
associated with the customer . 



13 



Application Serial No. 10/799,712 
Attorney Docket No. J47004.Y00280 

27. (Currently Amended) A method of forming an offer presentation strategy for use 

with a customer initiated contact, the offer presentation strategy being constructed to contain 

offers predicted to be of interest to the individual customer who initiates contact, the method 

comprising: 

accessing customer information of each of a plurality of customers, the customer 

information comprising at least one of account specific information of each of the plurality of 
customers and behavior information of each of the plurality of customers; 

accessing information regarding a plurality of products or services; 

forming a list of offers in anticipation of customer initiated contacts , the list of offers 
being specific to a customer, the list of offers being ordered based in part on information derived 
from the information of each of the plurality of customers , wherein the information includes one 
or more factors selected from a group consisting of: a probability of the customer initiating a 
contact, an eligibility of the customer for an offer, a response rate by the customer to an offer, 
and a net present value of an accepted offer ; 

receiving information of a call at a central server system: 

generating a first routing control signal to route the call to an interactive voice response 
unit shared by a plurality of call sites, wherein the interactive voice response unit is external to 
an exchange carrier providing the call: 

receiving input from a caller at the interactive voice response unit, the input at least 
identifying the caller as a customer for whom a list of offers has been pre-formed; and 

generating a second routing control signal for routing the call to one of said plurality of 
call sites so as to present an offer to the customer in accordance with the pre-formed list of offers 
specific to that customer. 
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peseatH%aa-eife4€»-a- customer in a cco r dance w ith' t he l ist of offers spe c ifie 4e-that 
customer after rece i^a g a customer initiated contact from that customer; 

wh e r e in , subsequ e nt to th e customer initiated eontaot, on off e r is pr e sented - to th e 
cust o mer a c c o rding to the list of offers specific to that customer-; 
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